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| Introduction

| What is a CSR?

A Customer Service Request (CSR) is the electronic form available to California’s traveling public
that allows them to communicate concerns with the State Highway System, such as potholes,
graffiti, damaged signs, or signals.

To create a CSR ticket, the public is directed to the external (Internet) CSR website,
https://csr.dot.ca.gov, where they fill out the electronic from.

To create a CSR ticket, employees are directed to the internal website (intranet),
https://csr.dot.ca.gov/admin/ where the employee fills out the electronic form for the
customer. The internal portal is to be used when a complaint about the State Highway System
comes to Caltrans by telephone, letter, or in-person contact.

| Purpose of the CSR System

The CSR System offers the traveling public with a way to effectively communicate concerns with
the California State Highway System. The CSR System also provides real-time reporting, accurate
data tracking, and a central place to gather historical data regarding public complaints about our
highways. Properly opening, assigning, and closing tickets will benefit the Department’s goals of
being more transparent, while attempting to close tickets within 30 days.
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| Special Instructions

This section outlines instructions to process CSRs with specific designations.

| Adopt-A-Highway (AAH) Role & CSR

The AAH code in the CSR is for AAH contractors to report AAH signs that need to be repaired or
replaced. CSR tickets will be opened when an AAH concern is sent through the CSR system.
Caltrans’ goal is to have the necessary work completed in a timely manner.

The Customer Service Liaison (CSL) will forward all AAH concerns to the district AAH coordinator
for review. An Integrated Maintenance Management System (IMMS) Service Request is not
required. The AAH Coordinator will ensure all AAH Program requirements are met and that
required work is performed. The CSL should track the ticket using the same process as “other

divisions,” which is explained below. A list of AAH Coordinators is available here http://adopt-a-
highway.dot.ca.gov/coordinators.htm

I Americans with Disabilities Act (ADA)

The HQ ADA Infrastructure Program began receiving and processing ADA Grievances using the

CSR system January 2016 through July 16, 2017. On July 17, 2017 an ADA System was launched
to specifically address ADA requests.

Although the CSR home page refers customers to the ADA online grievance form, customers
might submit an ADA request into the CSR system. If the CSL finds a request that is not noted as
ADA, but refers to a broken or missing curb ramp, please email the ADA Program at

ada.compliance.office@dot.ca.gov. The ADA Program will review and confirm if the ADA
Program will handle the request.

If there is a request submitted to install Accessible Pedestrian Signals (APS) the CSL will refer this
request to the district Traffic Operations Division.

If there is a request to repair an APS unit, the CSL will refer this request to the district
Maintenance Division.
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I “Other Divisions”

The CSL will route non-maintenance CSR tickets to the proper division program personnel,

document, monitor, and follow up with
appropritate  division contacts. The
appropriate division should be selected in
the CSR system, and the ticket should
remain open until work is completed. The
date opened, ticket number, status, date
closed, and other relevant information
should be recorded on a spreadsheet and
checked monthly for progress. The CSL will
also inform the customer of the initial time
estimate for the work to be completed and

® Commitment

Divison:

Construction
Maintenance
Traffic Ops

will follow up with the customer when work is completed. Please see flow chart on page 11 for
proper work flow regarding these types of tickets. The spreadsheet template is available from
the Headquarters Customer Service Officer (CSO) in Public Affairs.

A B c D E F H 1 J K L
Contact Name Customer
1 |Division  [~|Type ~|and phone [~|MsR# vIsr# ~ | Date Opene(~ |30 Follow U ~ | 60 Follow U ~ |90 Follow Ug v | Date Closed|~ | Contact  [~|Comments |~
Tom rough patch after shoulder work is done in
Joe Smith 916- Thompson 916- September. Notified customer of ETC on
2 |Construction Roadway 555-5555 123456 456788 5/9/2017 7/15/2017 8/15/2017 8/28/2017 555-5555 5/13. Closed ticket and notified customer

Ben Smith 916-
3 |Traffic Ops Ramp Meter  555-5555 123457 456789 5/10/2017

Eric Erikson 5/12 Ben said he'd fix it in June. Notified
eerickson@g  customer of ETC 5/13. Notified customer
6/21/2017 mail.com and closed ticket on 6/21
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| External/Public-Facing CSR Form
The CSR form (Figure 1 — External CSR Form to the right) is available to the public on the main

dot.ca.gov webpage under Online

Services. This form is what the travelling

public can use to submit requests for
maintenance or repairs on the California
State Highway System.

Note that Caltrans email addresses are
not accepted on the external form. If you
are an employee, please use the internal
form to submit a public request received
by telephone, letter, social media, or in-
person contact.

External CSR Form

The external public form can be found at
https://csr.dot.ca.gov/.

Internal CSR Form

The internal portal can be found at
https://csr.dot.ca.gov/admin/.

Submit Customer Service Request OR
ADA Access Service Request
You c3n use the form Dow 1o SLDmt 3 request for customer sanvice. Requests ars limited to the

drop down lizt. If you do not find what you want to report on the drop down llst than submit
your request using the TrafMic or Work Zone Concam form.

Moet of !h2 f2ids on the form are required fieice. Flease il out the Informaticn compietly and
Submit the senvice raguest The fccalion Wil be rapcasd to the neareet mantanance faclity for
evauation.

Customar Sarvice Requests are handied Monaay through Friday, SAM to 4PM. This form
should NOT be used to raport any kind of highway amergency. Report highway emergancies
to 511 or the Cafifornia Highway Patrol Immediately.

California County: (Raguirad)
EE T A

State Highway Number (Route): (Requirsg)
SakiiFoLE ¥

Direction of Travel: (Raquired)
[S=leci Tirection ¥ |

Nearest Town or City: (Raquired)
[S2Rc CiyTowm ¥

Nearest Croes Street: (Requied)

Mode of Transportstion: (Raquired)
[SzeciMoce ¥

What time of day did you notica the altuation: (S2quirad)
[SskciTim=cfay ¥

Piaaze salect the typs of Customear Servica from the drop down list (Raquired)

Sarvice Request must match drop cown st If your raqueat Ie not li2ted uss the Tramc or
Work Zone Concem form.
[ S=lect Stusvon Type v

Piaaze deacribe nature of the situation: (R2guirad)

You have usad 0 of 5CC charactiers above

Piaaze describe geographic location of the situation: (Optional)

You have us2d 0 of SO0 charactars 300ve
Entar your compists e-mall sddrese yourname@domain.iype: (R2ouirzd)
Wa strongly encourags isaving your name and phone contact Information to hatp us serve

you batter. Thia will help cur crews if more Information Ie needed to identify and aodrees
your reportad issws. Thank you

Name: (Cpticral)

Phons Number: (Cgtional)

Figure 1 — External CSR Form
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| Internal/Onramp CSR Form for Caltrans Employees

The internal CSR form (Figure 2 — Internal CSR Form below) will be used to track CSR requests
received on behalf of the public by telephone, written letter, in person, social media, or other
methods.

The Internal form is the same as the external form, but has two extra fields:

The first field is the
method received (phone,
in person, etc.).

The second field will be

used to add internal
comments such as
customer name, phone

number, etc.

CSR

DOCUMENTS

Oneamp > Divisions > Maintenance > CSR > Internal CSR Form

3 Submit Customer Service Request

You can use the form below to submit a request for customer sarvice. Requests are limited to the drop down list. I you do not find what
you want to report on the drop down list then submit your request sing the Traffic or Work Zone Concern form.

Most of the fiekds on the form are required figkds. Plzase fill out the information completel and submit the senvice request. The location wil
be regontad to the nearest mantenance facility for evaluation

Customer Servicz Requests are handlzd Monday through Friday, 3AM to 4PM. This form shouid NOT be used to report any kind of
highway emergency. Report highway emergencies to 911 or the California Highway Patrol immediately.

California County: (Requied)
Select Counyy ¥

State Highway Number (Route): (Required)
Select Route ¥

Direction of Travel: (Required)
Select Directon ¥

Nearest Town or City: (Reauired)
Select CiyiTown

Nearest Cross Street: (Cptionsl)
Mode of Transportation: (Required)
Select Mode ¥

What time of day did you notice the situation: (Requirzd)

Select Time of Day ¥

Please select the type of Customer Service from the drop down list: (Required)

Service Request must match drop down list If your request is not listed use the Traffic or Work Zone Concem form.
Select Situation Type v

Please describe nature of the situation: {Required)

You have usad 0 of 500 characters above:

Please describe geographic location of the situation: (Cption])

You have used 0 of 500 characters above

Customer's Name (Optional)
Customer's Phone Number (Cptions))

Enter customer's complete e-mail address.
If unavailable, then enter your official DOT e-mail address:
type/ gov (Required)

How the ticket info was recsived: (Requirad)
Select Node of Contact ¥

Internal Comments: (Required)

You have used 0 of 500 characters above

Figure 2 — Internal CSR Form
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| Logging in to the CSR System

Any employee who has access to Caltrans’ Intranet/Onramp has the ability to sign in as a Guest,
and can locate specific tickets in the system to see any progress or can download data for

analysis.
* DIVISION OF
tt MAINTENANCE

CSR Login IDs are required for y .
Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | CSR | SHOPP

CSR tickets. This is typically the CSL Onramp > Divisions > Maintenance > CSR

or Headquarters Administrator

(ADMIN). If a supervisor or other

user needs to be included on a

-» Intemal CSR Form CSR

Welcome, please login

ticket, you may add specific email  pocuments jomene ;
contacts to bcc when  » CsRTrining Gui Password:

communicating about an assigned - ¢

ticket. If an email contact has any LEL L
problems with the system, a CSL or Q Eorgot Password

ADMIN can sign in administratively oo QR cove

to resolve the issue. mN E

The CSL logs in to the CSR system
with his or her user name (usually
an “s” number) and password to
view and respond to open tickets in their district and to update employee email bcc information

or passwords. The CSR Welcome page is https://csr.dot.ca.gov/admin/?

| Login
When a CSL logs in to the CSR System, they will see the “Review Open Tickets” screen. These
tickets can be responded to directly, assigned to a different district, or directed to the
appropriate Caltrans employees to resolve the issue. The CSL can also use the Administrative
link to update other users’ information and access CSR Reports.

‘ " DIVISION OF
MAINTENANCE

Onramp = Divisions = Maintenance = CSR > Review Open Tickets

Review Open Tickets

District: All ¥
Find Ticket # Search Clear Filter

39046 Open Tickets

Ticket District ' Date Received County Route City Our Response Situation
EE EE S == == ==
671129 2 07M72017 Sacramento 16 lone noresponse A large pothole on lone Road nea
DOCUMENTS 671128 7 Los Angeles 1 Lomita noresponse  There is a mound of pavement pro
» CSRTraining Guide 671127 & Riverside 91 Riverside noresponse  Pick up trash off the freeway of.
» CSL Contact Li
T 671126 10 Stanislaus 108 Riverbank noresponse  Dead raccoon in middle of highway
671125 7 Los Angeles 10 Los Angeles noresponse  There is a lot of graffiti on un.
671124 8 San Bernardino 60 Chino noresponse  Litter on ramp exit from WB 60 ..
671123 4 Santa Clara 101 Gilroy noresponse  Come on guys. | need some help.
SLOW FOR THE CONE 671122 4 071712017 San Mateo 1 Pacifica noresponse  There is damage done to the low

ZANE
[MAImnat 10 Nave Oid 1 T 4N Naue nr Cidar |
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| ADMIN Login

When an ADMIN logs in to the CSR System, they will be directed to the CSR Reports screen.
ADMIN is able to make changes to existing accounts or create new accounts in the system.
Various automated reports are available.

c * DIVISION OF
MAINTENANCE

&> CSR > CSR Reports.

CSR Reports

Title| Select Report

DOCUMENTS

» CSR Training Guide
» CSL Contact List

| Guest Login

Anyone with access to Caltrans’ Onramp/Intranet can log in as a guest. A guest will see the “View
Tickets” screen. Guests can find an individual ticket with the specific ticket number or download
CSR ticket data in a single Excel file. Various filters can be used to narrow a search and reduce
data size

% Note: The ticket numbers began with the number 500,000 in March of 2010.

View Tickets
- Ticket # Customer Service Requested Email Processed By
Filter Select Customer Service Type v Select User v
Status District County Route Our Response Division m’::eifg'ce
Clear Filter Select Ticket Status ¥ All ¥ | | Select County v || Select Route ¥ | | Select Response Type ¥ Select Division ¥
N Date (mm/dd/ccyy) From (mm/dd/ccyy) To (mm/dd/ccyy) Closed By
170448 tickets Select Date Type v | l Select User v
. istri N Date Date Date Date Job  Date
greltZI g‘% ICZOlIJ % leo‘Ij ;eZI (é:::joerg&swwce Processed By Status g:srponse Opened Responded Forwarded Completed Closed DTR
| T O o | S i |

670682 12 Orange 1 Roadway - Flooding, D... Open noresponse 07/13/2017

670681 11 San Diego 163 lllegal Encampment Open no response 07/13/2017

670680 7 Los Angeles 1 Signs - Missing, Brok. Open no response 07/13/2017

670679 |10 San Joaquin 99 Landscaping - Weeds, .. Open noresponse 07/13/2017

670678 4 San Matec 280 Roadway - Pothole Open no response 07/13/2017

670677 11 SanDiego 76 Other Open no response 07/13/2017

670676 4 San Matec 92 Litter - Trash and De.. Open noresponse 07/13/2017

670675 11 San Diego 805 Landscaping - Weeds, ... Open  no response |07/13/2017

123>Last»

Download Table as .csv

Almost 10 Days Old | 10 Days or Older I
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| CSR FLOWCHART

MSR Created

v

Determine
Caltrans
Responsibafity

Determine
Responsible
Division

Maintenance’s Other Division’s
Responsibility Responsibility
No commit and
respond to
customer Using
corresponding
Notify Division and it
log ticket on
spreadsheet

Once Division responds,

commit and respond ta

customer with expected
completion

Commit and
respond to

customer with

84 Work Completed
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| CSR Intake Instructions

1.

‘ * DIVISION OF
MAINTENANCE

Onramp > Divisions > Maintenance > CSR

Welcome, please login

Username:
DOCUMENTS [
< CSR Training Guide Password:
>
»

Login Login as Guest

Q Forgot Password

SLOW FOR THE CONE

ZUNE

¢\

4. Treat this CSR just as you would if created by a citizen.

When a request is received from external source, ask them if they’d prefer to report the
incident on the website. If the customer does not want to use the website, record the
information, filling out all required information on the CSR Intake Form (see appendix B).

Ask the customer if he or she has an email address or phone number for a response. If no
email address, use the CSL’s email address.

Create a CSR from the information gathered from the customer on the internal CSR form.
The form is found on the intranet at https://csr.dot.ca.gov/admin/.
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| CSR Processing Instructions

1. Select the CSR tab from the Division of Maintenance intranet site at
https://csr.dot.ca.gov/admin/

< xX | ® https://csr.dot.ca.gov/admin/index.php/Authentication/

‘ © DIVISION OF
MAINTENANCE

Home | Admin

OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | CSR | SHOPP
Emergency Operations Hazardous Materials Homeland Security Maintenance Faciliies Winter Preparedness

Onramp > Divisions > Msintensnce > CSR

Welcome, please login

2. Enter your username and password and click Login as seen below.

Welcome, please login

Usemame:
127125 \
Password:

I...O....‘ I ‘

| Login as Guest

3. Select your District and click Search at
https://csr.dot.ca.gov/admin/index.php/Reviewopentickets/.

Onramp > Divisions > Maintensnce » CSR = Review Open Tickets

CSR
|
-
B )
-» District: 7 _v]
g Find Ticket # 1 Search Clesr Filter
»
2535 Open Tickets
Ticket District | Date Received County Route City Our Response Situation
(=] =1/ e fie] =] =]
871128 Los Angeles 1 Lomita na response Thera is @ mound of pavement pro...
DOCUMENTS 871125 Los Angeles 10 Los Angeles noresponse  There is a lot of grsfiti on un.
871117 Los Angeles @1 Paramount no rasponse Trash and debris on exit and on ...
s 871118 Los Angeles 72 Whittier noresponse Al of the safety iights (strest...
871115 Los Angeles 12 Los Angeles no response There is s puddle of wateron th..
871114 7 7 Los Angeles 405 Los Angeles no response Transient Encampment. Request Re. ..
871111 7 7/ 7 Los Angeles 72 Whittier no response Pedestrian push button on northw.
871106 7 07/17/2017 Los Angeles 435 inglewood noresponse  The weeds on the 700 block of W....
SLOW FOR THE CONE
123=Last»

N E Almost 10 Days Oid | [*10 Days or Oider |

¢
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4. Select Open Ticket to review.

%% Note: To find specific tickets, enter ticket number into Find Ticket # field and click Search.

https://csr.dot.ca.gov/admin/index.php/Reviewopentickets/

‘ * DIVISION OF
MAINTENANCE
Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | CSR | SHOPP

CSR
» Internal CSR Form

Onramp > Divisions > Maintenance > CSR > Review Open Tickets

District: Al v
Find Ticket # Search Clear Filter

39046 Open Tickets

Ticket District 'Date Received County Route City Our Response Situation
=T S == == ==
671129 2 Sacramento 16 lone noresponse A large pothole on lone Road nea...
DOCUMENTS 671128 7 Los Angeles 1 Lomita noresponse  There is 38 mound of pavement pro
» CSR Training Guide 671127 2 Riverside 91 Riverside noresponse  Pick up trash off the freeway of
= 671126 10 Stanislaus 108 Riverbank noresponse  Dead raccoon in middle of highway
671125 7 Los Angeles 10 Los Angeles noresponse  There is 3 lot of graffiti on un
671124 3 San Bernardine 60 Chino noresponse  Litter on ramp exit from WB 60 a.
671123 4 Santa Clara 101 Gilroy noresponse  Come on guys. | need some help. ...
SLOW FOR THE CONE 671122 4 71 San Mateo 1 Pacifica noresponse  There is damage done fo the low ..
. 123=Last>
N E Almnet 10 Navs (1A | ANRETS ARCIASE]

5. Read the entire ticket to confirm district responsibility. Note the customer. This particular
sample ticket appears to be from a private citizen. For tickets from neighboring cities,
counties, government officials, or the legislature please follow internal district protocol.
Determine who is responsible for receiving and resolving the matter outlined in the ticket.

a. After you click on “Commitment,” select appropriate division, route, and notify
responsible division contact if it’s not Maintenance. Request estimated time for work
to be completed from division contact and relay to the customer. Check with division
contact monthly on work progress through completion. Upon completion, notify
customer and close ticket. Record completion on spreadsheet. Spreadsheet template
can be obtained through Headquarters CSO in Public Affairs.

b. If the request is out of Caltrans
jurisdiction or on private Composee-mail :
property, respond and close
ticket.

® Commitment

Divison:

c. If Maintenance is responsible,
but in another district, reassign
ticket to appropriate district.
You will be prompted to check
the appropriate recipient of
the forwarded ticket so they are notified of the new assighment.
https://csr.dot.ca.gov/admin/index.php/Processopenticket

Maintenance
VTrvatTlc Ops
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A (- Lil | cap3/hgfmaintfmsr/indexphp/processOpenTicket [y Q, Segrch
MéR Onramp = Divisions * Maintenance » MSR = Review Open Tickets » Process Open Ticket
»
. Process Open Ticket
_: Response sent to customer
-» 'Re-fissign Distriet

Reminder: If wou re-aszsign a ticket, wou will
be unable to process it further within the
current district.

-

Update

d. If Maintenance is responsibility, continue to next step.

€ ) (D) | cap3/hgfmaint/merfindex.php/pracessOpenTicket @ || Q Seonch 8 §

Home | Admin | OEM | Pavement | Radio | Roadway MSET | Structures | MSR | SHOPP

Onramp > Divizions > Maintenance > MSR > Review Open Tickets > Process Open Ticket

pen Tickets
» ministrative Process Open Ticket
- MZR Reports
» View Tickets Re-Assign Distriet  Reminder: ITyou re-assign a ticket, you will be
unable to process it further within the current
- Logout -7 district.
Ticket #: R3RBGY
Date Opened: 10/22/2016 7:23 PM
Customer Email Address: Racquellaringghotmail.com
DOCUMENTS Respansible District: 7
# MSR Training Guide Source District: 7
3 MSR Coordinator Contact County: Los Angeles
Lt Route: 405
Direction of Travel: Buoth
Mearest Town or City: San Fernando
Nearest Cross Street: Mordhoff
Mode of Transportation: car
BLOW FOR THE GOME Maintenance Service Requested: Litter- Trash and Dehris
. Time of Observation: Spm-6pm
N E Geographic Location: aver pass has trash n grafitl on sidewalks
Customer Narrative: Lots of trash and grafitti under 405 Exit of Mordhoff in Naorth Hills, ca
Re-Assigned hy:
Date Re-Assigned:
Date Responded:
Our Response: no response
Standard Rephy:
Responding DMC name:
Initial Response to Customer:
Date Forwarded:
Forwarded By:
Forwarded To:
Message to District Contact:
| Respond To Customer | ‘ Forward To DCON | ‘ Close Ticket

e.

6. Determine the responsible crew to resolve this matter.

% NOTE: District to use their own methodology to determine crew responsibility.
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7. Referto the IMMS training guide for steps 8 through 11. The IMMS training guide is
available at http://onramp.dot.ca.gov/hg/maint/imms/ManRef.htm.

@) O | ooripcotcugmali/mmirotiadNAnMAFALN & |[Q seorh *Ee ¢ A O

c : g Skip to: Content | Enotar | Accassibity | |Sesrch Caitrans Intranet J@
DIVISION OF
MAINTENANCE

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures MSRISHOPP

Department links:
Quick Links

0 Onram o S, s

o Ean‘;ans RS % Director's Orders
2 ﬁ;ﬁ;ﬂ;‘;ﬁ;;‘ # IMMS Dashboard
» Manterance lnrsnet I s

| ERSSSSSE L Integrated Maintenance Management System s oo

Practice:
Memo July, 2074
IMMS Billing Rate
Calculator

¥

» Volume 1, 2014
- Volume 1 Revisions

s IMMS Groug Projact Guide

» IMMS Sugennterdent Trainng

Adopt A-Highway Reporting

IMMS Beporting For Adopl-AHighway

Contacts g.lnn.lﬁ.; Litter Contral - Reparting Shoulder Miées Cleaned

» District IMMS

SO HazMat Reporting

IMMS HazMal Renoting Guide

Region Offices
RO Tramning Guide
8. Enter the responsible crew Supervisor’s name into the Inspect field of the IMMS Service
Request. Select corresponding Problem code related to CSR concern, enter the date of the
CSR into the Call Date field, and enter Source code CSR.

B Hansen Information Technologies - Versio £ It
File Accident Asset Work Order PM  Customer Part Window Help

Request

S5 0 Dels

Pricrity Call Duration PR : QR
chb Responsibility # of Calls
Souce [NER ) Praject

“Customer Contact Requested Budget # |

Service Request Progre:

ﬁchedule Unscheduled with no due date.

iﬁ Mot inspected with no due date. Assigned to 103300 GREGORY LILL

o Fiosalve | [P0t Inaded]

Knowledge Ba:

? Search |

Spill Info
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9. Click into Location tab, and enter district number into the District field.

W Service Request | _ o x]
T G X LT T D

Sericz B | 9 Pt [ ]
Nuvbe: D Hame Sulfe Di  Sub
& addess | [ o
T Intersection [ [
" Elock I | .
Compass D |

) Locapon /C0 4 5o o

10. Select and copy the CSR information from the CSR ticket, and paste into the IMMS Service
Request Comments tab. Click ADD and create the IMMS Service Request, which will send
the Service Request directly to the Supervisor’s Visual Resource Manager (VRM).

% NOTE: Using keyboard shortcuts works best in this step to copy and paste.

B Hansen Information Technologies - Ve T. WS
Eile Accident Asset ‘Work Order PM  Customer Part  Window Help

=) B B

SV RN LX) =
ervice # 1B@326E Prablem |LITTE
Ticket # 636669 ;l
Date Opened 10-22-2016 7:23 FH
Customer Email iddress Racquellarin@hotmail  com

Responsible District

Source District 7

County: Los Angeles

Route: 405

Direction of Trawel: EBoth
Hesrest Town or City San Fernando

Hearest Cross Street Hordhof £

Mode of Transportation ar

Haintenance Service Requested: Littsr - Trash and Debris

Time of Obzervation S pm— k& pm

Geographic Location: over pass has trash n grafitti on sidewalks
Customer Narrative: Lotz of trash and grafitti under 485 Exit of
Hordhoff in Horth Hills, ca

Call§s Comments Spill Info

Service Flaquest Added o | A

11. Note the IMMS Service Request number. Go back to the CSR Process Open Ticket, and

click Respond to Customer at the bottom of page.

Forwarded To:
Message to District Contact:

=N
‘ Respond To Custormer ’ | Farward To DCON | | Close Ticket
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12. Click the Commitment button, as we are committing to resolving this CSR. When
Maintenance is selected, the IMMS ticket number field will populate. Enter the IMMS
service request number (see screenshots on the next page). Then Click appropriate
Situation Acknowledged response. Click in the Additional Message box and paste in the
appropriate Standard Response, then click Send Response.

https://CSR.dot.ca.gov/admin/index.php/Respondtocustomer/

€& ) () | cap3hgfmaint/msrfindex.php/respondTaCustormer c 2, Search
NESrEst LroSs Sireet: HaranaT
Mode of Transportation: Car
NS BRAEs Litter- Trash and Debris
Requested:
Time of Observation: Spm-Gpm
sLow Iﬂq‘t»—c'_ cone Geographic Location: over pass has trash n grafitti on sidewalks
Ly N E- Custorner Narrative: Lots of trash and grafitti under 405 Exit of Mordhoff in Morth Hills, ca
’ Re-Assigned by:
& Date Re-Assigned:
Date Forwarded:
Forwarded By:
Forwarded Ta:
Meszage to District Cortact:
Compose e-mail
@ Commitmert
' Mo Commitmert
Custormer e-mail: Racquellarini@hotmail.com
b
I:l Adopt-A-Highway Coord., Steve hdellinger _‘
D Asher, Doug |_| %

D Barrientos, Carlos
[T bRaDEEN, DaN

[ Brader. Demnic i Standard Response:
Select Standard Response:
Standard Response: Other - No Action Required
GSEM Standard Responsa VD Situation Acknowledged. Will be addressed.
Situation Acknowledged. Will address within 10 days.

Situation Acknowledged. Will address within 5 days.
Additional Message: Situation Acknowledged. Will address within 30 days.

q *-J Wrong Jurisdiction (not Caltrans)
1lo0szss WEST - L

Thark you for your recent submission to the

Maintenance Barvice Request System.
Caltrans appreciates your concarn for the
Califernia highway =y=tem.

The responsible Region Azea Buperintendent
and Fuperwvisor have been notified and will

investigate your concern and schedule

FE3 of 1500 characters used

| Send Response
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® Commitment

Divison:

Select Division: v

) No Commitment

® Commitment

Divison:

“Select DMiSIon:
Construction
Maintenance
Traffic Ops

® Commitment
Dividon:

I |

P o

IMMS Ticket Number.

) No Commitment
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| Standard CSR Responses

The provided Standard CSR Responses are designed to be templates for scenarios that might
arise; the highlighted portion should be tailored to individual district needs.

| General Response

Dear Citizen,

We have received and appreciate your recent submission to the Customer Service Request
System.

Once we have verified that the reported issue is under Caltrans’ jurisdiction, the Region Area
Superintendent and Supervisor will investigate your concern.

Scheduling and completion of the reported issue may be affected by several factors, including
available resources, safety issues, and priority level.

Thank you for your concern for the California transportation system.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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| Responses within Caltrans Jurisdiction

‘ Traffic Lighting — Possible Wire Theft

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The majority of light outages you have observed are due to copper wire theft.

When repairs are made, Caltrans also installs deterrents to prevent future theft. Deterrents
include disguising pull box facilities, installing theft-deterrent pull-box covers, and using
aluminum conductors (which have less value to thieves).

Caltrans is also investigating new methods for deterring copper wire theft and communicating
with utility companies, railroads and other states to identify best practices for fighting theft.

The public should continue to report any suspicious activity to local law enforcement.

Thank you again.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Graffiti

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The responsible Region Area Superintendent and Supervisor have been notified and will
investigate your graffiti concern.

Caltrans maintenance workers regularly remove graffiti from highway structures. Each year,
Caltrans spends more the $5 million removing graffiti.

Scheduling and completion of the reported issue may be affected by several factors, including
available resources, safety issues, and priority level. The need for special equipment, lane
closures, and coordination with outside agencies may cause a longer-than-normal response time
to remove the graffiti.

Thank you again.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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’ Litter Removal

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The responsible Region Area Superintendent and Supervisor have been notified and will
investigate your concern.

Scheduling and completion of the reported issue may be affected by several factors, including
available resources, safety issues, and priority level.

Caltrans is serious about keeping California's highways clean, having spent $76 million in 2015
to remove 153,000 cubic yards of litter, trash and debris from our state highways.

We appreciate your interest in keeping our highways safe and clean. To learn more about
California’s Adopt-A-Highway Program, please visit the Adopt-A-Highway website at
http://www.dot.ca.gov/maintenance/adopt-a-highway/index.html.

You can also call the the Adopt-A-Highway Program at (XXX) 897-4273
Coordinator — Insert Coordinator information

The Adopt-A-Highway program, which began in 1989, has been one of the truly successful
government-public partnerships of our time. More than 120,000 Californians have cleaned and
enhanced over 15,000 shoulder-miles of roadside.

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Claims

Dear Citizen,
Thank you for your recent submission to the Customer Service Request System.

If you have a claim, you may contact the Claims office at email or (XXX) 897-0816. To submit a
claim online, visit http://dot.ca.gov/damageclaims.html.

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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‘ lllegal Encampment Removal

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The responsible Region Area Superintendent and Supervisor have been notified.

Unfortunately, 21 percent of the homeless population in the U.S. resides in California (according
to the U.S. Department of Housing and Urban Development). This is not only a Caltrans issue, it
is a social concern that requires cooperation between federal, state, and local communities
working together to develop long-term solutions.

Before the removal of an illegal encampment, a 72-hour notice must be posted at the site.

Scheduling and removal may be affected by available resources, safety concerns, and
coordination with outside agencies.

Caltrans is not a law enforcement agency. If there is an immediate safety concern, please contact
your local law enforcement agency.

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Sign Replacement

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The responsible Region Area Superintendent and Supervisor have been notified and will
investigate your concern.

Scheduling and completion of the reported issue may be affected by several factors, including
available resources, safety issues, and priority level. Safety-related signs will have highest
priority.

If a noncritical sign needs to be special ordered, it may take additional time. A minimum three-
month waiting period can be expected.

Thank you again.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

24 of 41



:t Wm CUSTOMER SERVICE REQUEST (CSR) SYSTEM

CALIFORNIA DEPARTMENT OF TRANSPORTATION Training Guide

‘ Traffic Safety Lighting

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The Area Superintendent and Supervisor responsible for maintaining traffic lighting will
investigate your concern.

Scheduling and completion of the reported issue may be affected by several factors, including
available resources, safety issues, and priority level. Safety-related lighting will have highest
priority.

Thank you again.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Striping, Reflective Lane Markers

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

The Area Superintendent and Supervisor responsible for maintaining striping and reflective lane
markers have been notified and will investigate your concern.

Scheduling and completion of the reported issue may be affected by several factors, including
available resources, safety issues, and priority level.

Thank you again.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Duplicate from One Individual

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System (CSR). Caltrans
appreciates your concern for the California transportation system.

We are aware of the issue and are working to resolve it as quickly as possible.

Since this is a duplicate request, your concerns will be addressed under CSR Ticket #XXXXXX,
which was previously assigned.
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Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Generic Closing Paragraph to address CSRs older than 12/31/15
Dear Citizen,

You are receiving this email because you had formerly notified Caltrans about a situation or
concern through our Customer Service Request (CSR) system.

Caltrans appreciates and values your CSR submission, as it helps our maintenance crews
maintain a safe and efficient transportation system.

Caltrans is changing our MSR system to a new and improved version, Customer Service Request
(CSR), which will improve our ability to receive and respond to maintenance requests more
effectively. The integration of this new system will require us to close your ticket. Your prior
request may have been addressed but never got closed out in our system. However, if you feel
the issue hasn’t been resolved we would appreciate it if you take a moment to fill out a new
CSR to complete the request. We apologize for any inconvenience this step causes, but we are
confident our new system will help us achieve a higher degree of success and accountability
towards providing a safe, sustainable and efficient transportation system. Here is the link to the
new CSR form: https://csr.dot.ca.gov/

Thank you for your concern for the California transportation system.
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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I RESPONSES OUTSIDE OF CALTRANS JURISDICTION

| lllegal Encampment Removal - outside of Right-of-Way Area

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

While Caltrans takes the matters of illegal encampments and homelessness seriously, this
particular illegal encampment falls outside of Caltrans’ jurisdiction, and must be reported to the
appropriate agency.

Please contact [enter County or City] to address this matter.

Caltrans is not a law enforcement agency. For immediate safety concerns please contact your
local law enforcement agency.

Unfortunately, 21 percent of the homeless population in the U.S. resides in California (according
to the U.S. Department of Housing and Urban Development). This is a social issue that requires
cooperation between federal, state, and local communities to develop long-term solutions.

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

County or City Responsibility
Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

Caltrans would like to serve you regarding your concern for the safety of our highways, but your
concern falls under the jurisdiction of the [enter County or City] Department of [enter
Department].

Please contact the [enter County or City] [enter Department] at [insert contact information].
Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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Rail Responsibility
Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

Caltrans would like to serve you regarding your concern for the safety of our highways, but your
concern falls under the jurisdiction of the [insert rail jurisdiction here]. Please call [insert contact
information].

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Flood Control
Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

Your concern falls under the jurisdiction of the [Insert Region Flood Control]. Please contact
[Insert Region Flood Control and contact information].

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.

Soundwall

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

Eligibility for new soundwall construction is typically associated with a proposed project that
adds capacity or substantially moves traffic lanes on an existing highway. A noise study report
for a new project would be conducted to examine present and future noise levels. Caltrans does
not program stand-alone soundwall projects or retrofit existing soundwalls built by developers.
You may check with your local Caltrans district Public Information Office for any planned projects
in your area. Also, you may contact County Transportation Authority at [insert contact
information] to ask if they have any proposed projects in your area that would propose a new
soundwall, or if they would consider a stand-alone soundwall project for your location.

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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’ Call Boxes

Dear Citizen,

Thank you for your recent submission to the Customer Service Request System. Caltrans
appreciates your concern for the California transportation system.

Your concern falls under the jurisdiction of the [Insert local transportation partner here] at
[insert contact information].

Caltrans

Our Mission: Provide a safe, sustainable, integrated and efficient transportation system to
enhance California’s economy and livability.
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View CSR Tickets and Download

1.

From the View Tickets screen, select criteria from dropdown fields.
https://csr.dot.ca.gov/admin/index.

php/Viewtickets/

View Tickets
Ticket # Maintenance Service Requested Email Processed
Select Maintenance Senvice Type V‘ ‘ | Select User v
ilter
District County
[: Status Route Our Division IMMS Ticket #
Clear Filter
Select Ticket Status V Select County M ‘Select Response Type V‘ ‘Select Division V‘ | ‘
Select Route VvV
N Date (mm/dd/ccyy) From (mmv/dd/ccyy) To (mm/dd/ccyy)
139978 tickets Select Date Type v |
g . - Date Date Date Date Job

Ticket District County Route  Maintenance Service Processed By Status Our Opened Responded [Forwarded |Complatad Date Closed
e e et EE OB E @@

640195 | 3 Butte 32 Electronic Message Signs Open  noresponse 03/21/2017

640194 | 3 El Dorado 49 Curb and Sidewalk - C... Open  noresponse 03/21/2017

640193 | 4 Alameda 13 Americans with Disabi.. Open noresponse 03/21/2017

640192 | 3 Butte 32 Electronic Message Signs Open  no response 03/20/2017

640191 4 Alameda 24 Curb and Sidewalk - C.. Open  noresponse 03/20/2017

640190 | 4 Alameda 13 Americans with Disabi.. Open noresponse 03/17/2017

640189 | 3 Alameda 1 Americans with Disabi Open  noresponse 03/16/2017

640188 | 3 Butte 5 Curb and Sidewalk- C...  Joseph Kabigting Closed commit 03/16/2017 03/20/2017 03/20/2017 03/20/2017

123>Last»

Click Filter.

Onramp > Divisions > Maintenance > CSR > View Tickets

CSR
» Internal CSR Form

View Tickets
Status
Clear Filter Select Ticket Status
z Date (mm/ddiccyy)
170899 tickets  [ggjoct Date Type
DOGUMENTS Ticket District County Route
» CSR Training Guide == nEEE ==
i 671133 & San Bemar... 210
671132 5 SanBenito 101
671131 2 San Bemar... 215
671130 & San Bemnar... 210
SLOW FOR THE CONE 671129 3 Sacramente 16
N E 671128 7 Los Angeles 1
- 671127 '8 Riverside 91
’ 671126 10 Stanislaus 108
Almost 10 Days Oid 10 Days or Oider

Customer Service Requested Email Processed By

Select Customer Service Type v Select User ;

District County Route Our Response Division m:eifr;i"
v All v | | Select County v | |Select Route v | |Select Response Type v Select Division ¥

From (mm/ddfce; To (mm/ddicc: Closed By
v Select User v

& Date Date Date Date Job

Customer Service Our Date Closed
Requested Processed By Status Response Opened Responded Forwarded Completed DTR
Ilegal Dumping Open  no response

Landscaping - Broken Open  no response (

Litter - Trash and De. Open  noresponse

Ilegal Dumping Open  no response
Other Open  noresponse 0
Roadway - Rough s
e Open  noresponse
Litter - Trash and De. Open  noresponse
Other Open  no response
123>l ast >
Download Table as .csv
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3.

4.

Click Download Table as .csv.

UIIEINIY > UIVISIONS 2 MANENEIKe > LOK = VIEW THICKELS

View Tickets
Ticket # . Customer Service Requested __ Email Processed By =
Filter | [Select Customer Service Type ][ | [Select User v
District County  Roue __ OurResponse ___ Division s Senvice
Clear Filter [All v | [Select Counf v | [Select Rout [Select Response Type v | [SelectDivision v | [~
. Date (mmiddiccyy) From (mm/ddce To (mmiddice Closed By _ :
170899 tickets  [seject Date Type v | l_&—ZL [Select User
S A Ticket District County ~ Route  Customer Service o i status OUT - Pl - Conmoteq Date Closed DTR
ECSR il Giig EEEE (S Reaested Y ® Response  PPIEC -
» CSL Contact List == == ==
; 671133 8 SsnBemar.. 210 lliegal Dumping Open  noresponse 07/17/2017
671132 5 San Benito 101 Landscaping - Broken Open noresponse 07/17/2017
671131 8 SanBemar.. 215 Litter- Trash and De Open  noresponse 07/17/2017
671130 2 San Bernar... 210 llegal Dumping Open noresponse 07/17/2017
PR . AP 671120 3 Sacramento 16 Other Open  noresponse 07/17/2017
N E' 671128 7 Los Angeles 1 ’5:32:23“-#?01;@ Open  noresponse 07/17/2017
671127 8 Riverside 91 Litter - Trash and De Open noresponse 071712017
671126 10 Stanislaus 108 Other Open noresponse 07/17/2017 071712017
123=Last>
Download Table as .csv
ioaged n a5 s144
Almost 10 Days Old
Data will download into Excel.
m H o~ ViewTicketsExport_11_02_2016_11_25 AM.csv - Excel T M- 8 X

“ HOME | INSERT ~ PAGELAYOUT ~FORMULAS DATA  REVIEW VIEW

DEVELOPER  INQUIRE  ACROBAT

# | Normal
»

Conditional Format as Neutral

Formatting - Table -

& x A Calibri - AN =8 »- PwapTe General - "
paste % B IU = Bl e o

- Format Painter Tl = ElMerge & Center = | § - % » | %

Clipboard n Font Alignment Number
Al X Ticket
A B C D E F G H 1 J K L

1 [Ticket |ResponsibiCounty  Route  Direction ¢ Nearest TcNearest Ct Mode of T Time of Of Maintenar DMC Who Status
2 585939 10 San Joaqui 5 Northbour Stockton march lane Car 8 pm - 9 pt Roadway - Greg Laws Closed
3| sesaos 10 san Joaqui 5 Southbour Stockton Hammer L Car 7 am - 8 ar Roadway - Greg Laws Closed
4| s8ace3 10 san Joaqui 5 NorthbourLodi  woodrow Car 5 am - 6 ar Litter - Tra Greg Laws Closed
5 | ssaaa 10 San Joaqui SBoth  Stockton Charter W Car S pm - 6 pi Traffic Sigs Greg Laws Closed
6| s8as0s 10 san Joagul $ Southbour Stockton Car 4pm - 5 pt Fencing - hGreg Laws Closed
7| sss 10 San Joaqui 5 Southbour Stockton Hammer L Car 5 pm - 6 pt Roadway - Greg Laws Closed
8 | s83757 10 San Joaqui 5 Southbour Stockton Monte Dia Car 6am-7aiGraffiti  GregLaws Closed
9| ssas 10 San Joaqui SBoth  Stockton downinga Car 8pm-9piGraffiti  GregLaws Closed
10 583377 10 San Joaqui 5Both  Stockton downinga Car 8pm-9piGraffiti  Greg Laws Closed
1l ss20s7 10 San Joaaui S Northbour Stockton March Lan Car 7 am - 8 ar Traffic Sis Grea Laws Closed

M N

Bradiey, Jamie LGDOT = || )

€= BX Iy

3 Autosum = A
Bad Good ] 2Y

|45 x Fil- e “

Calculation | [IUTZU NN . | Insert OeleteFormat| , Son& Find&

- [€Gear Filter - Select -
styles cells Ediing ~
v
o P Q R s T u v w -

Our Respo Date Open Date Resp: Date Forw Date Job C Date Close Additional BCC

O commil HsuRE HEsNLEY
HEUSNSNE HRUBNONS NRUSHONS HEBNENE EEMSHESE Thankyou greglawson@dot.ca.gov
O commil SRS SunuNNY
BEENNUBE BRSNNNRY BESENNRY RNSRNNRY BESNNESY Thank you angela_daprato@dot.ca.gov,rick.estrada@dol
snunuuny puusseny

1O COMMIl HREBIBNE HRUNNSHE HRENESNY
Py
Hnunneay snunneny
HRUBEUAY BRUSHURY SRUBNNRY SRUBSERY SRSSE82 Thank you greglawson@dot.ca.gov

HEBHRURY BEBNRURY BEBURURY RESERNRY AEENEEEY Thank vou for contacting Caltrans. The Caltrans mainten:

commit

commit
commit

commit
commit
commit
commit

#upnuuny Thank you greg lawson@dot.ca.gov
#unsany Thank you greg.lawson@dot.ca.gov

ansununy anusausy Thank you matt_connolly@dot.ca.gov,angela_daprato@
#uusuany Thank you for contacting Caltrans. The construction crey

#runauny guuguany Thank you greg lawson@dot.ca.gov

#nunusn #punusEs Thank you for contacting Caltrans. Our maintenance crey
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| CSR Reporting

| System Generated

The CSR System has a built-in reporting tool. Filter for yearly/quarterly performance reports,
tickets older than 30 days, or summaries by district/type of CSR. Select from the dropdown
menu and click Submit to generate reports.

‘ * DIVISION OF
MAINTENANCE

CSR Onramp > Divisions > Maintenance > CSR > CSR Reports

-» Internal CSR Form

-» Review Open Tickets CSR Reports

e ot L
-» CSR Reports

L oW Tickels REPORT TITLE

-» Logout

Title: | Select Report v

DOCUMENTS

-» CSR Training Guide
-» CSL Contact List

Y,

SLOW FOR THE CONE

ZUNE

¢

32 of 41



5 dtrans
CALIFORNIA DEPARTMENT OF TRANSPORTATION

| Data Generated

The data downloaded from the View Tickets screen can also be displayed to reflect other
requested reports.

CUSTOMER SERVICE REQUEST (CSR) SYSTEM

Training Guide

%} Note: Columns to calculate number of days will need to be added to the data for some reports.

| Sample Report: All CSR Tickets Received

FILE HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW  VIEW DEVELOPER ~ INQUIRE ACROBAT AP
“D JY“ o Calibri -1 A A - | E° Wrap Text General - E—|
Bl Copy - _ ) £
Pafte ~ Format Painter B o - | & i TEE === Merge & Center - $ T% v %% F%;’:;E?ﬂ”;[
Clipboard IF] Font -] Alignment ] MNumber 1
AS - Je | 2010
A B C D E F G H I J K L M N
1 MSR Tickets Statewide by Year and District
2
3 |Count of Ticket |District | ~
4 |Year - 1 2 3 a 5 6 7 8 9 10 11 12 |Grand Total
5 | Z2010 50 584 | 4,018 200 174 | 3,009 1,254 | 10 219 927 530 11,025
6 March 5 25 242 9 7 194 75 1 5 40 36 639
7 April 6 61 435 16 19 323 110 1 17 92 45 1,125
8 May 1 46 366 25 12 286 107 3 21 111 53 1,031
9 June 9 48 365 16 12 351 149 1 11 93 54 1,109
L0 July 4 53 436 16 22 387 172 27 96 71 1,284
11 August 64 418 18 26 296 123 20 103 59 1,127
12 September 4 67 410 19 16 305 130 1 21 112 72 1,157
13 October 7 62 440 22 15 292 153 1 42 100 68 1,202
14 November 5 89 439 33 20 264 86 1 17 78 46 1,078
15 December 9 69 467 26 25 311 149 1 38 102 76 1,273
16 | +2011 _v 6,829 338 260 | 4,214 1,754 | 24 294 1,619 | 1,042 17,245
L7 | 2012 Each year can 0 6,850 433 315 3,612 1,705 15 319 1,905 | 1,196 17,275
18 | +2013 be ;,\xpandedhto 7,722 460 436 | 4,099 1,693 29 419 1,919 | 1,080 18,962
19 | = 2014 show mont 8,919 573 433 | 4,402 1,745 9 438 2,461 | 1,454 21,599
20 | #2015 137 (101 | 1,115 | 10,160 640 555 5,649 1,942 32 516 2,793 | 1,438 25,078
21 | +2016 42 31 420 | 4,643 201 134 | 1,711 594 | 13 142 941 440 9,362
22 |Grand Total 5386 | 231 | 5,674 |49,141 | 2,350 | 2,357 | 26,696 | 10,687 | 132 (2,347 |12,565 | 7,230 120,546

33 0f 41



‘t Wm CUSTOMER SERVICE REQUEST (CSR) SYSTEM

CALIFORNIA DEPARTMENT OF TRANSPORTATION Training Guide

’ Sample Report: Average Days to Respond and Close Tickets

A B C D |
3 |Month Opened  (All) -
4 |Year Opened 2014 -T Data through lanuary 31, 2015

Average of Number of Average of Number

6 [Row Labels |-T | Count of Ticket daysto respond of days to close
7 |21 107 2 37
a8 commit 99 2 39
9 no commit g8 3 3
10 | =22 78 14 25
11 commit 69 12 25
12 no commit 9 30 30
13 | =3 960 15 18
14 commit 753 12 15
15 no commit 207 27 30
16 | =4 8,914 6 42
17 commit 8,655 6 44
18 no commit 259 [ 9
19 | =5 573 1 16
20 commit 537 1 16
21|  nocommit 36 2 o[
22 | =6 433 3 89
23 commit 368 3 105
24 no commit 65 2 3
25 | a7 4,402 3 485
26 commit 4,071 3 536
27 no commit 331 3 21
28 | =8 1,745 1 300
29 commit 1,609 1 315
30 no commit 136 1 128
31| =29 9 19 23
32 commit 6 13 19
33 no commit 3 32 32
34 | =10 438 6 6
35 commit 376 6 6
36 no commit 62 6 6
37 | =11 2,460 8 20
338 commit 2,247 9 23
39 no commit 213 4 5
40 | =12 1,173 2 80
41 commit 1,047 2 95
42 no commit 126 2 8
43 |Grand Total 21,292 5 189
44
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| Administrative

This is where the ADMIN adds, deletes, and updates user information.

Skip to: Content | Footer | Accessibility { |Search Calfrans Intranet |e
* DIVISION OF <
MAINTENANCE

Onramp > Divisions > Maintenance > MSR > DMC Administrative

MSR

DMC Administrative

District:
Update View Delete District Status Username First Name Last Name Role Email Phone
Update View Delete |8 Active Hussam Abdelkhaleq Email Contact hussam.abdelkhaleq@... (909)-605-7461
B -

|Add a New User

1. From the Administrative screen, select Add New User.

Skip

* DIVISION OF
MAINTENANCE

Home | Admin | OEM | Pavement | Radio

Roadway | ORM | OMSWEC | MSET | Structures | MSR

Onramp > Divisions > Maintenance > MSR > DMC Administrative

MSR
- Review Open Tickets . . .
» DMC Administrative DMC Administrative

-» MSR Reports

- View Tickets District:
- Logout
2908 Add New User

Update View Delete District Status Username First Name Lz

2. Collect and enter the user information.

‘ * DIVISION OF
MAINTENANCE

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures ( MSR | SHOPP

Onramp > Divisions > Maintenance > MSR > DMC Administrative > Add User

MSR
# Review Open Tickets
% DMC Administrative Add User
s MSRReports
# View Tickets District: |1 v|
# Logout
Role: [District MSR Coordinator V|
Status: [Active v|
First Name: |Jnhn ‘
DOCUMENTS
» WSRTraningGuge  Lesthame:  [Doe |
w EER Coordinator Contact Email Address:  [Jonn.doe@dot ca.gov |

Phone Number:  [5555555555 The Phone Number field must contain only numbers.
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3. Assign the new user a temporary password, which they will sign in and change later.

‘ * DIVISION OF
MAINTENANCE

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Onramp > Divisions > Maintenance > MSR > DMC Administrative > Add User

MSR
-# Review Open Tickets
“» DMC Administrative Add User
» MSRReports
- View Tickets District: [1 v
-# Logout
Role: |District MSR Coordinatol |
Status: ‘ Active v |
First Name: ‘John ‘
DOCUMENTS
“» MSR Training Last Name: ‘Doe ‘
'» HSIR Sioiinaugeuptac Email Address: | John.doe@dotcagov |
Phone Number: 5555555555 | The Phone Number field must contain only numbers.
Login Information
Username: ‘johndoe ‘
SLOW FORUTHE coNa Password: ‘co--oo-o \ The Password field must be at least 8 characters in length.
N E Confirm ‘ ‘
Password: seencee
V'4 \ T

4.Click Add to add the user.

‘ * DIVISION OF
MAINTENANCE

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Qnramp > Divisions > Maintenance > MSR > DMC Administrative > Add User

MSR
-#» Review Open Tickets

Add User

District:
Role: District MSR Coordinatol v
Status:

First Name:
DOCUMENTS
o MERETE Ee
- MSR Coordinator Contact

Last Name:

Email Address: ohn.doe@dot.ca.gov

Phone Number: 555555555 The Phone Number field must contain only numbers.

Username: ohndoe

9

=
&
5| T [a] [ <] [» -
2 g g
3 M
E
5
8
-
o
3
< <

SLOW FOR THE CONE Password:
B
E Confirm
Password:

-

The Password field must be at least 8 characters in length.

£
\

Se
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| Update User Information

1. Find the user you would like to update from the Administrative screen. Click Update on the

corresponding row.

&

* DIVISION OF
MAINTENANCE

Skip to: Content | Footer | Accessibility { Search Caltrans Intranet @

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Onramp > Divisions > Maintenance > MSR > DMC Administrative

MSR

-# Review Open Tickets

DMC Administrative

District:
Add New User
Update  View  Delete District Status Username First Name Last Name Role Email Phone
1 Active Aaron Christian Dst Contact P... Aaron_Christian@dot. (707)-964-4652
DOCUMENTS Active Curtis Cobum Dst Contact P... Curtis.Cobum@dot.c. (707)-441-5767
 MSR Training Guide Update || View || Delete |1 Active (8123142 Curtis Coburn Dst MSR Coord... Curtis_Cobum@got.c. (707)-441-5767
“» MSR Ceordinator Contact Update || View || Delete |1 Active sher Constancio Dst Contact P_.. Sherry.Constancio@d... 707)-445-6645
List o - P iy X Q) (707)
Update || View || Delete |1 Active Melvin Crawford Dst Contact P... Melvin_Crawford@dot (707)-923-2702
Update ﬁw Delete |1 Active Frank Cullinan Dst Contact P_.. Frank_Cullinan@dot (707)-834-1149
Update A View || Delete |1 Active Ron den Heyer Dst Contact P... ron_den_heyer@dot.c (707)-495-6608
Update View Delete |1 Active  johndoe John Doe Dst MSR Coord... John_doe@dot ca.gov (555)-555-5555

SLOW FOR THE CONE

<1234> Lasty

2. Update fields with new information. To change a password, check the box next to Change

Password.

DIVISION OF
MAINTENANCE

Home | Admin | OEM | Pavement | Radic | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Onramp > Divisions > Maintenance > MSR > DMC Administrative > Update User

johndoe

[1

|

[District MSR Coordinatol v/

[Active

v]

|John

MSR

- Review Open Tickets

> DN Update User

e

- View Tickets Username:
District:
Role:
Status:

DOCUMENTS
First Name:

- MSR Training Guide

- MSR Coordinator Conta Last Name:

List

Email Address:

Phone Number:

SLOW FOR THE CONE
m N E Confirm New
l ‘ Password:

New Password:

| Doe

|John.doe@dot ca.gov |

555555555 |

@Change Password

Update
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3. Enter the new password and click Update.

Change Password

New Password:

Confirm New
Password:

Update ‘

Delete User

1. Find the user you would like to delete from the Administrative screen. Click Delete on the
corresponding row.

&
MAINTENANCE

Skip to: Content | Footer | Accessibility I ‘Search Caltrans Intranet ‘e

SION OF

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Onramp > Divisions > Maintenance > MSR > DMC Administrative

MSR
-» Review Open Tickets

DMC Administrative

» MSR s

Y ts District:
» L it
e — Add New User
Update View Delete District Status Username First Name Last Name Role Email Phone
1 Active Aaron Christian Dst Contact P... Aaron_Christian@dot. (707)-964-4652
DOCUMENTS 1 Active Curtis Coburn Dst Contact P Curtis Coburn@dot c. (707)-441-5767
» MSR Training Guide Update || View || Delete |1 Active 5123142 Curtis Coburn Dst MSR Coord Curtis_Cobumn@dot.c. (707)-441-5767
# MSR Coordinator Contact Update || View || Delete |1 Active Sher Constancio Dst Contact P Sherry Constancio@d 707)-445-6645
Lst P v y. @ (707}
Active Melvin Crawford Dst Contact P Melvin_Crawford@dot. (707)-923-2702
Active Frank Cullinan Dst Contact P Frank_Cullinan@dot. (707)-834-1149
Active Ron den Heyer Dst Contact P ron_den_heyer@dot.c (707)-496-6608
Active  jonndoe John Doe Dst MSR Coord John.doe@dot.ca.gov (555)-555-5555

SLOW FOR THE CONE

<1234> Last»

2. Click OK.

Skip to- Content | Footer | Accessibility l [Search Caltrans Intranet ‘@
* DIVISION OF <
MAINTENANCE

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Onramp > Divisions > Maintenance > MSR > DMC Administrative

DMC Administrative

District:
Add New User
Message from webpage
Update  View  Delete District Status Username First Name Email Phone
1 Active Aaron - iron_Christian@dot. (707)-964-4652
L Delete User?
DOCUMENTS 1 Active 8123142 Curtis @ clete User (| firtis_Coburn@dot.c. (707)-441-5767
% MSR Training Guide Update || View || Delete |1 Active Curtis rtis.Coburn@dot.c. (707)-441-5767
# MSR Coordinator Contact Update || View || Delete |1 Active Sher Constancio@d... 707)-445-6645
Lst T p v Y. @ (707)
Active Melvin Ivin_Crawford@dot (707)-923-2702
Active Frank nk_Cullinan@dot (707)-834-1149
Active Ron den Heyer Dst Contact P.__. ron_den_heyer@dot.c (707)-496-6608
Active  johndoe John Doe Dst MSR Coord.... John.doe@dot.ca.gov (555)-555-5555

SLOW FOR THE CONE

<1234> Last»
NN
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Logging Out

To log out of the CSR system, click Logout on the left-hand side of the screen.

Training Guide

Skip to’ Gontent | Footer | Accessibility ‘ @
* DIVISION OF \
MAINTENANCE

Home | Admin | OEM | Pavement | Radio | Roadway | ORM | OMSWEC | MSET | Structures | MSR | SHOPP

Em Onramp > Divisions > Maintenance > MSR > View Tickets

+» Review Open Tickets

View Tickets
Ticket # Coun Processed By Status Date (mm/dd/ce
Logout [ | Select County ~|  [Select User v [Select Ticket Status | Select Date Type v
Cleanbiieg Route i Service our From |
137528 tickets [Select Route v| [Select Maintenance Service Type | [Select Response Type &| 1, e
. . ) Date Date Date Date Job  Date
DOCUMENTS Ticket District County Route  Maintenance Service o oo b status OUr Opened  Responded Forwarded Completed Closed DR
EEX EXDEE  [E[E] Requested J Response
< MSR Training Guide HE X OE HOE =3
-» MSR Coordinator Contact 637745 | 4 Santa Clara 680 Illegal Encampment Open  noresponse 11/02/2016
List

637744 |la San Mateo A2 Roadwav - Pothole Open  noresnonse 11/M2/2016
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| Appendix A - Role Acronyms and Definitions

ROLE

DEFINITION

CSL

Customer Service Liaison - Responsible for managing all facets
of the district’s CSR database. This includes inputting all CSRs
and routing to responsible program (Maintenance or non-
Maintenance), monitoring progress and closing completed
requests, as well as notifying the reporting party of appropriate
contact information for non-Caltrans issues.

CUsT

Customer (anyone requesting maintenance service on a road in
the California State Highway System)

CSR

Customer Service Request (ticket)

DDDM

Deputy District Director of Maintenance

DCHF

Maintenance Division Chief

ADMIN

Headquarters CSR Administrator — Creates new login credentials,
resolves issues with CSR Software. Main point of contact with
CSR Webmaster in IT Division

DCON

District Contact (Superintendent, Area Supervisor, ADA Liaison,
Adopt-A-Highway Coordinator). Does not log in to CSR system,
but is included in communications about the ticket(s) by email.

CC/BCC

Email contact — is included in relevant communications about
specific CSR tickets by email.

RESP

Responsible Party (the person the CSR ticket is assigned to,
assesses the ticket, directs or performs the needed work or
repair) Field Crew Chief, ADA Liaison, Adopt-A-Highway
Coordinator, Maintenance Manager, etc.

OTHR

Anyone listed in the CSR database as a potential email contact
(CC/BCC) regarding and CSR issue

Headquarters Admin — Liaison to IT/Webmaster
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|Appendix B - CSR Intake Form

=

California County - (Required):

2. State Highway Number/Route - (Required):

3. Direction of Travel - (Required):

4. Nearest Town/City - (Required):

5. Nearest Cross Street:

6. Mode of Transportation - (Required):

7. Date and Time of Day Did You Notice the Situation? - (Required):

8. Type of Service Requested - (Required):

9. Comment Field, “Please describe nature of the situation” - (Required):

10. Comment Field, “Please describe geographic location of the situation”:

11. Email Address — (Enter customer's complete e-mail address. If unavailable, then enter your
official DOT e-mail address: yourname@domain.type / your.name@dot.ca.gov

12. Customer Name and phone number (Optional)

13. Mode of Contact (Email, Walk-In, Phone, or Social Media) (Required):

14. Internal Comments- (CSR taken by, any additional information-
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